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Curriculum Vitae: 
A dynamic professional having 16 years of rich experience across verticals. Expertise in Telecom/DTH, Customer Life Cycle Management and Business Process Management System. Rich knowledge in translating business process and end-user requirements into IT system requirements for improved productivity and reduced operation costs. Strongly developed outcome orientation, communication and analytical skills.Proven ability to lead cross-functional teams and communicate with all levels of management. Capable of Solving Complex Problems, Meet Critical Deadlines Ensure Efficiency and Safe Operations.
Core Expertise:Billing/Provisioning Solution, Revenue Assurance, Backend Operations, UAT, Account Receivable, Reconciliation, Team Management, Customer Service Management, Vendor Management, Service Delivery, SLA, Conflict Resolution, Billing Service, Channel Partner Management and MIS, Missed call mgmt.
Career Highlights:  

· Recognized as the best employee of the months for timely reconciliation & rectification. (Bharti Airtel)
· Recognized for 100% SLA achievement on billing accuracy. (D2H)

· Recognized for 100% SLA achievement for billing, service request, Escalation desk SR’ sand customer satisfaction. (D2H)
· Recognized for 100% SLA achievement for written communication Emails. (D2H)
Experience:  

Dish TV (d2h Brand), Greater Noida  September 2009 Onwards

Role:Lead – Billing IT- Assistant Manager - Executive(Billing) 
Reporting: Divisional Head – Billing, Mumbai
· Heading customer value management, customer lifecycle management campaigns through segmentation and customer insights for prepaid subscribers.
· Co-ordination & Development of IT Business / System Requirements of Pricing & Billing Projects, end to end Accountability for Development & Implementation in Pricing & Billing (BSS) Function
· Reconciliation among different systems to ensure that all the services have same status in all the systems to have error free billing & collections.
· Managing and reconcile collection into customer account the system.

· Handling various Payment vendors/wallet/PG for smooth functioning of recharges into system.
· Lead the design, development, automation and implementation of robust and scalable operational billing solutions to support.

· Complaints Management With SLA management for all complaints & Appellate cases
· Price protection analysis (Calculation of difference in customers’ account due to increase or decrease in packages price to avoid undue services consumption days)

· Ensure customer satisfaction is kept as prime motto and reduce pain areas in recharge failures to 0.1% of total volume.
· Leading a high performing of 14 members team (Executives/Officers) for Service Request Management/E-Mails/Service Tickets and closing the same within TAT.
· Managed billing process compliance and reviewing of new market schemes for all new products, Pre launching Product feasibility check which includes study of iCRM and recommend the changes required along with User acceptance Test (UAT) for launching of new products.

· Detected problems in process, policy, support system, product designing and in channel partner treatment.
· Handling missed call mgmt for all channels/product(total missed call 600)
· Identify the training needs for the team members to enhance the skill sets for a best in class customer service both on and off the field.
M/S Bharti Telemedia Limited, August 2008 till June 2009
Role:Sr. Executive (SMG-Billing & Provisioning)
· Responsible to analyze existing Processes of provisioning, Systems & Policies for re-engineering to ensure automation keeping Time, Resource & Cost saving.

· To drive operational activities through teams, i.e. reconciliation of systems to ensure smooth functionality of automated process, providing support.
· Review the customer premises equipment recovery status aging and compliance reactivation.
· Closely working with Revenue Assurance Team for effective controls on billing, like Bill run and validation of statement of accounts, ensuring completeness of revenue & control of Revenue Leakage.
· Applying NRC (non recurring charges) into customer’s a/c
· Package change configuration in the system with the help of IT and CAS. (Testing) 
· Customer reconciliation and addressing of disputes raised, this including visiting of circle offices and interacting with the customer’s Finance team & Technical team.
M/S DISH TV, Noida January 2004 till July 2008                                 

Role: Executive Billing - Senior Customer Care Officer - Customer Care Officer (Credit Control Revenue Assurance)
· Leading continuous development and improvement of services provider with objectives of offering them best suited plan. 
· Revenue Assurance activities, Prepaid charges, Value Added Service and updating and preventing any leakages in the same.
· Bill cycle Clearance, coordination with Vendors, Billing dispute resolution.
· Co-ordinate with various teams to ensure committed service delivery, strictly following the SLA set.
· Reconciliation of payment receipt through various modes like Cash, DD, ITZ cards, Credit card etc within our system and with financial accounts. 

· Coordination with IT, Web teams during Pre-Launch Activity and User Acceptance Test for New Schemes.

· Analysis the billing errors and proving the root cause analysis and get them rectified for the end user with the help of IT team. 
· Handling Vouchers for transfer of amount and debit / credit notes to subscribers,

· Monitoring customer exit process and insuring exit penalty charged.
Education: 

· B.com (P) from Delhi University, 2002

· GNIIT, 3 years of Advance Diploma in Web Centric Curriculum from NIIT Ltd., Delhi - Kalkaji.

· Certified Six Sigma Green Belt in 2014
· MS-Excel/ MS-Access, SQL Server 12.0
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